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AMENDMENTS TO THE SPECIFICATION 



Please replace the paragraph appearing on page 18, lines 11-18, as follows: 




(3) Determine Outside-In view of Customer Wants and Needs: imduiLukl llic diuil> 
businubA environment and the puluilial benefi t s aud linUgis bemceu the euga guuml and the 
UieuTa business sualcgy, guub, object and Unit*. Tut UimTa uiiUmlandins of t he l a y 
uistuiuu iiimaniun pduu and imiuum wart* and uiub h jhu dauminul Th e mfomiation 
needed tu pufuiiu Uit uumiiuj caviiuuiuud mAlyri* U gadiuul iu miei views and wurfuh op s 
wt Ui ^i u usch ii »ip » « > nner : roomer segmentation is performed to produce a data 
framework. Fo ois ftrouos are p re pared: the D ement s of truth are validated and prioritized, to 
yield the target^ customer-audience touchoo ints The customer wants and needs .are 
identified using this information. 

Please add a paragraph immediately following page 18 . line 18. as follows: 




(4) Validate Outside-In view of Customer Wants and Needs: A quantitative survey is 
designed, and quantitative market research is conducted. The results of this research are 
analyzed and summarized, and a final report is produced. 

Please replace the paragraph appearing on page 18, lines 19-22, as follows: 



([[4]] 5) Prioritize Customer Needs for Action/Investment: the external customer 
viewpoint is reconciled with the client's brand image, business strategy and the goals of the 
engagement. Customer needs to be targeted for action are also determined. 
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Pteasr rrr^ Hfthft p*™g™p^ appearing on page 18. lines 23-2$. ftS fo ll ow s 



([[5]] §) Develop Capability Model and Key Enablers; identify the client's business 
capabilities and infrastructure required to provide the targeted customer needs identified during 
the "Target Customer Needs for Action/.Investment" activity. 



Please replace the paragraph appearing on page 18, lines 23-26, as follows: 




([[6]] 7) Recommend Target Customer-Centric Initiatives: all of the data discovered 
during this engagement is used to develop a prioritized set of final recommendations for 
improvement projects. 
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